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Abstract- Organizations seeking improvements in their 
performance are increasingly exploring alternative models and 
approaches for providing support services; one such approach 
being Shared Services. Because of the possible consequential 
impact of Shared Services on organizations, and given that 
information systems (IS) is both an enabler of Shared Services 
(for other functional areas) as well as a promising area for 
Shared Services application, Shared Services is an important 
area for research in the IS field. Though Shared Services has 
been extensively adopted on the promise of economies of scale 
and scope, factors of Shared Services success (or failure) have 
received little research attention. This paper reports the 
distillation of success and failure factors of Shared Services 
from an IS perspective. Employing NVIVO and content 
analysis of 158 selected articles, 9 key success factors and 5 
failure factors are identified, suggesting important implications 
for practice and further research. 
Keywords- Shared Services, success factors, failure factors, 
content analysis, IS literature, NVIVO analysis. 
I. INTRODUCTION AND BACKGROUND 
Organizations face constant challenges to innovate their 
product and service offerings to customers, to improve their 
business processes and to operate at lower cost; these 
imperatives amplified by events like the global financial 
crisis. Managers of both large public [1] and private [1, 2] 
sector organizations have begun looking to Shared Services 
for needed improvements in organizational performance [2] 
with the focus to date mainly on support processes [3]. 
For the purposes of this study, Shared Services is defmed 
as [4] "the internal provisioning of services by a semi­
autonomous organizational unit to multiple organizational 
units involving the consolidation of business functions 
supported by a sharing arrangement" (p. 378). Basically, 
Shared Services involves the consolidation of business 
functions, mostly support functions like Finance, Human 
Resources or Information Technology, into a separate unit, 
and the provisioning of related services to the other business 
units [5]. Because of the possible consequential impact of 
Shared Services on organizations, and given that information 
systems (IS) is both an enabler of the Shared Service concept 
for other functional areas, as well as itself being a promising 
area for Shared Services application, Shared Services are an 
important area for research in the IS field. 
From an IS perspective, Shared Services is relevant both 
(1) with respect to IS applications and infrastructure, as an 
enabler and driver of Shared Services in other functional 
areas (e.g. Finance, HR); and (2) as an organizational 
arrangement for the IS function across the parts of the 
organization. With respect to IS applications and 
infrastructure, as computer based corporate information 
systems have become de facto and the internet pervasive and 
increasingly the backbone of administrative systems, the 
technical impediments to sharing have come down 
dramatically. With respect to the IS function, although 
organizations have not adopted Shared Services for the IS 
function as widely as for Finance or HR, recent reports 
suggest IS Shared Services is growing rapidly [6, 7]. Shared 
Services provides an alternative for the centralized or 
decentralized organization of the IS function. Lacity and Fox 
[6] state that "successful management of IT shared-services 
was recently listed as one of the seven habits of effective 
CIOs" (p. 17). As this trend continues, it is incumbent upon 
CIOs and IT professionals to better understand Shared 
Services. IS can play a major role in identifying 
opportunities for Shared Services, analyzing the strategic 
implications, and preparing the business case. IS can also, 
either internally or through an external service provider, play 
a major role in transitioning to a Shared Services 
environment and in its ongoing operation and evolution. 
There have been numerous reports in the practitioner 
press of successful private sector Shared Services 
implementations, and related potential benefits [5] - e.g. 
General Electric [6], Digital Equipment Corporation [6], and 
Reuters Asia [6, 8]. Leading research firms such as Gartner 
[9] provide a range of reports that describe Shared Services 
in different industries, stating that "many enterprises are 
looking to shared services to support ef iciency goals and to 
enhance business integration and agility" (p. 2). There is 
widespread publication of successful introduction of Shared 
Services in the public sector as well; federal, state and local 
governmental agencies reporting improved services, 
efficiencies, and cost savings [10]. 
As an applied discipline that is driven by rigor and 
relevance [11, 12] and because Shared Services initiatives 
can drive radical change to IS applications and infrastructure; 
it is incumbent upon IS academe to understand and inform 
the Shared Services initiative. One might thus anticipate that 
Shared Services would be gaining prominence in the IS 
literature and that the IS literature would provide valuable 
insights into how to improve levels of Sh�ed Servi�es 
success. Yet, until now, there has been very httle reportmg 
on shared services in the IS literature [4], with a particular 
dearth of discussion on success and failure factors. 
Studies of success and failure are common in emerging 
fields, in providing guidance to practice on �hat to 
emphasize and what to avoid. In example, studIes �ave 
identified a range of factors influencing the perceIved 
success or failure of systems implementations, including 
social, organizational, cultural and political aspects [13, .14]. 
While there are studies that report on success and faIlure 
factors of Shared Services [1, 10, 15], these are typically 
highly contextual (i.e. based in details specifi� to a unique 
context). This study aims to address thIS lack, by 
consolidating and interrelating the Shared Services success 
and failure factors reported to date by IS researchers. 
Success factors are herein defined as those 'factors 
whose existence implies a benefit to the Shared Services 
initiative and/or factors that are critical to improve the 
level of success experienced' (adopted from Rockart [16] 
and Sedera et al. [17]). Failure factors are defined as 
factors that contribute towards failing to meet the 
intended objectives and/ or that may cause parti�1 or 
total abandonment of the project' (adopted from Gramger 
et al. [18]). 
Failure factors are not simply hindrances to the 
achievement of success factors; they are a more complex 
phenomena. According to Grainger et al. [18], failure fact�rs 
can be viewed in 5 different ways (1) the total or partIal 
abandonment of a project prior to the completion of the 
implementation, (2) failure to meet objectives and 
specifications (correspondence . failure), (3) failw:e to 
implement in a timely, cost effiCIent way �process �aIlure), 
(4) failure to use as anticipated, or engendermg negatIve user 
attitudes (interaction failure), and (5) failure to meet 
stakeholders' expectations (expectation failure). All of these 
aspects are important to be aware of and managed. 
Understanding success and failure factors can form a 
strong foundation when deriving procedural guidelines on 
the design, implementation and sustainability of Shared 
Services [1, 15]. Therefore, a structured approached was 
devised and applied to systematically review the success and 
failure factors of Shared Services as reported in the IS 
domain; the driving research question being 'What are the 
success and failure factors of Shared Services perceived 
and reported by IS researchers?' This paper specifically 
aims to distil the success and failure factors of Shared 
Services as reported by IS academia. A better understanding 
of these factors is important for the progression and success 
of Shared Services in practice; for example, to support the 
design and deployment of Shared Service structures and 
governance [19], and to help better understand the n�ture ?f 
Shared Services organizations [20]. Such understandmg wIll 
also help to promote further research needed in the area. 
The remainder of this paper proceeds as follows. The 
next section presents the research method. The fmdings are 
presented and discussed in the subsequent section. The paper 
concludes with a summary of the findings and outlook for 
future research. 
II. RESEARCH METHOD 
This paper is specifically devoted to searching . and 
reviewing the literature on how the success and faIlure 
factors of Shared Services are perceived and reported by 
researchers in Information Systems. Following Levy and 
Ellis [21], the researchers employed a three-stage method to 
extract, analyze and report the literature-based fi�dings. T�e 
fust stage involved identifying the articles to be mcluded m 
this review. The second stage involved designing and 
executing a detailed protocol that prescribed how to capture 
and analyze the data. The third stage entailed synthesizing 
the analyzed details and deriving the research �md�gs. . 
In identifying the articles to be included m thiS reVIew, 
leading MIS journals and academic conferences were 
considered. The IS journals included in the search were; 
fustly, the 8 journals listed as the 'senior scholars' basket of 
journals I. Next, it was resolved to further canvass the 40 IS 
journals listed at AIS (Association of Information Systems) 
web site2• This journal list was derived after a comparison of 
9 published papers on IS academic journal rankings (as 
reported in the 'AIS' website). The latest ranking �tudy that 
this list was based upon was from research spanmng 1995-
2005. In order to assure completeness and to also include 
journals that have more recently achieved recogniti�n in the 
field, more current ranking lists were sought. Smce the 
research team was based in Australia, the most r�cent 
Excellence in Research for Australia (ERA) ranking listJ was 
used as an additional resource for the sampling frame of this 
study. Given the relative newness of Shared Services in IS, 
and to ensure that the literature reviewed was as current and 
inclusive as possible; the proceedings from major 
conferences were also examined. The IS conferences 
targeted were those supp
�
rted by. the �ssociatio� of 
Information Systems (AIS) ; includmg artIcles publIshed 
from their inception to present (December 2010). 
Paper extraction occurred in two steps. In the fust s
�
ep, 
the focus was on extracting papers where Shared ServIces 
was a central focus, thus the key word "shared service*" was 
searched for in the title, abstract and keywords of the 
sampling frame described above. This yielded 8 papers from 
the IS journals and 16 from conferences (henceforth, we 
refer to these 24 as the "primary" set of papers). 
As this yielded only 24 articles, we extended the search 
to a second step, this time extracting papers that may have 
mentioned Shared Services in a meaningful way (e.g. within 
the context of some other IS study focus). Thus, the research 
team decided to conduct a systematic search for "shared 
service*" in the body-text of the papers within the sampling 
frame. 
I See http://home.aisnet.orgidisplaycommon.cfm?an-l&subarticlenbr-346 for further 
details. Last accessed April 8th 20 II. 
2 Available at: http://ais.affiniscape.com/displaycommon.cfm?an-I &subarticlenbr�432, last 
accessed April 8th 20 II. . . . . . 3 See http://www.arc.gov.auleraldefault.hhn for further details on what the ERA mlllatlve IS 
and an example ERA list for IS can be viewed at . .  . 
http://www.research.gut.edu.auJdata/guality/gutonly/ranklngS.ISo, Last accessed Apnl 8th, 
2011. 
4 Thus, the following IS Conferences were inclnded within the scope; the proceedings of 
International Conference on IS, European Conference on IS, PaCific ASIa Conference on IS, 
Australasian Conference on IS, and Americas Conference on IS (see http://home.aisnet.org/ 
for further details). Last accessed April, 2011. 
Given the magnitude of this highly manual effort, it was 
infeasible to fully canvass the entire sampling frame. All 
selected IS conferences' proceedings and all papers from the 
8 journals listed as the 'senior scholars' basket of journals 
were included in the full text search. Conferences are more 
appropriate targets to search in emerging fields [22]. We 
included all the journals in the 'senior scholars' basket of 
journals, as these are recognized as the most prominent 
outlets in the IS field. From the remaining sourcess, those 
included in the full text indexed search were determined as 
follows. First, all sources of the primary set of 24 papers 
were included. A basic database search was conducted next, 
and those sources that had more than one paper with 'Shared 
Services' mentioned in the body-text were included. 134 
further papers were identified through this effort (had 
mentioned Shared Services somewhere in the text of the 
paper in a meaningful manner), these henceforth referred to 
as the "secondary" set of papers. Thus, we commenced the 
analysis phase with a sample paper pool of 158 papers (24 
primary and 134 secondary). 
The goal of this paper was to identify the reported 
success and failure factors for Shared Services. NVIVO 8.0 
was used as a qualitative data management and analysis tool; 
to systematically code and analyze the data within a single 
repository. NVIVO had previously been effectively 
employed in this way by [23, 24]. This study adapted the 
coding and analysis strategies of these prior studies. 
A detailed protocol was devised by the researchers. This 
protocol prescribed how the extracted papers will be stored 
in the data base, how they will be coded and analyzed and 
how the results will be captured and presented. All 158 
articles selected were entered and saved within NVIVO as 
'documents' , which are simply source data that one analyses 
within the study. 
The overall analysis involved two levels of coding. The 
protocol first specified that the key areas of interest - Success 
Factors and Failure Factors of Shared Services - be captured 
at a high level in two main tree-level nodes within the 
NVIVO database. A tree-level node is a logical location 
within NVIVO, where during the coding process; one can 
capture and store content and ideas that are logically grouped 
together. The protocol specified that the factors be identified 
inductively from the data, where each paper was manually 
scanned within NVIVO. Coding involved mapping relevant 
sentences/statements to the nodes. Any implicit or explicit 
suggestion of a benefit was mapped to the 'Success Factors' 
node. A similar approach was followed with 'Failure 
Factors' . 
In the second level analysis, coded content of the two 
nodes (resulting from the first level analysis), was reviewed 
in detail to inductively derive actual success/ failure factors 
from the data coded. Sub-folders (with relevant labels) were 
created to group the statements that described the same (or 
similar) factors. This process identified a set of success and 
failure factors, which emerged from the coded literature. The 
protocol (initially) permitted a single statement to be coded 
j Remaining sources refer to 40 IS JoumaIs listed at the 'AIS webpage' and IS Journals 
ranked in the ERA ranking list. 
against two or more factors. These ambiguities were later 
resolved employing the matrix intersection search facility 
within NVIVO. 
A sample (3) of the papers (from amongst the primary 
papers) was coded by two of the researchers and the coding 
protocol was strictly followed, proving to assist in 
maintaining rigor and inter-coder reliability. The overall 
research findings and the analytical activities that supported 
these findings are presented in detail in the next section. 
III. DATA ANALYSIS AND FINDINGS 
The approach above pointed to those papers that discussed 
success and failure factors of Shared Services. Table 1 
presents the factors identified through this effort. While the 
details quantitatively depict the citations (e.g. coding 
references and the number of sources referring to a factor), 
the goal here was not to imply degree of importance of a 
factor, but mere identification. To ensure the list of factors 
was as complete as possible those that had only one citation 
were also included in the list. 
TABLE I. SUMMARY RESULTS FROM THE CONTENT ANALYSIS 
Construct Number of Number List of Sources coding references of sources 
1. Strong IT 17 II [1,3,6,25-32] 
capabilities 
2. Effective change 34 9 [1,3,6,25,26, 
management 28,33-351 
3. Effective 12 7 [3,6,26,27, communication 36-381 
4. Implement 7 6 [1,26,28,30, 
standardization 32,39] 
5. integration 4 4 [6,28,33,39] within-silos first 
6. Knowing 'what' 7 3 [1,6,26] is to be shared 
7. Strong project 
management 5 3 [1,6,26] 
practices 
8. Top management 
support 
6 3 [3,26,33] 
9. Adopt a green- I I [I] field approach 
I'ailure I'actors 
1. Mismanagement [1,6,25,26, 
of potential staff 9 7 30,39,40] 
retrenchment 
2. Poor acceptance [1,6,25,29, of high up front 7 5 40] investment 
3. Inflexible staff 
arrangement 3 3 
[1,28,39] 
4. Lengthy 4 3 [1,28,39] 
implementations 
5. Not mandating I I [I] use 
A. Success Factors of Shared Services 
There are 9 success factors identified from this study. 
Following are briefly discussed each of the success factors 
identified in Table 1. 
1) Strong IT capabilities: The most commonly cited 
success factor was the importance of strong IT capabilities. 
Several articles described how IT capabilities are critical for 
Shared Services; to facilitate and ease implementation [25]. 
Shared Services Centres (SSC) depend a lot on the internal 
assets (specially IT, but also others) and capabilities [27]. 
Several authors state, for instance, how IT systems such as 
ERP are a critical success factor for Shared Services [1, 6, 
25, 27-29, 31]. Lacity and Fox [6] specifically conclude that 
Shared Services initiatives should "Invest in enabling 
technology first" (p. 22). Fonstad and Subramani [25] state 
that "Building the capabilities of the shared IT services 
group so it can provide infrastructure services more reliably 
and professionally" (p. 1) is key to successful enterprise 
alignment. Borman [1] states that ensuring an effective 
working relationship with the IT provider is key - whether 
they were part of the SSC, located elsewhere within the 
business, or outsourced. 
2) Effective change management: Creating Shared 
Services can require radical transformation of business 
processes and information technology [6]. Both the SSC and 
its client organizations must employ effective change 
management to cope [6, 28]. As stated by Borman [1] "It is 
necessary to carefully manage the change for the employees 
of the SSC and the rest of the organization" (p. 9). Goh [26] 
highlights the need for managing three levels of change: (1) 
defining responsibilities, e.g. governance, accountability and 
measures to create accountability, (2) focusing on 
efficiency, e.g. processes, systems and economies of scale,; 
and finally (3) focusing on effectiveness, e.g. skills, delivery 
system and organization. When employees are able to 
understand the requirements of change management, they 
can focus more on direction setting and strategic alignment 
in the stages of Shared Services implementation, which will 
positively influence the overall Shared Services initiative [3, 
26, 35]. Becker [33] describes how certain forms of prior 
existing collaborations (or acquaintance with the involved 
parties) can support related change efforts and joint 
decision-making when initiating shared serVice 
arrangements. 
3) Effective communication: When establishing Shared 
Services, new levels and kinds of communication are 
needed, as "all members of the new Shared Services unit 
are expected to interact and be interactive" (p. 253) as 
stated in Goh [26]. An organization should be able to 
address employee issues (such as staff retrenchment and 
issues with gaining staff support) by sending a clear 
message. This can be managed by helping employees to 
understand the business value of Shared Services 
implementations [1, 25]. Examples of effective 
communication mentioned include: early education on the 
change management process [3], marketing the message 
with tools like brochures [36], a regular review process to 
help business unit leaders see the value of Shared Services 
[38], and by listening and addressing adequately those 
issues raised by employees [1, 6, 26]. Communication 
between users and SSC is a key capability that affects the 
shared service process performance [27]. 
4) Implement standardization: Standardization is 
important in achieving economies of scale and related cost 
savings [1]. Su et al. [39] state that standardization (i.e., 
standardizing processes and technology across business and 
geography), is a transformation step when implementing 
Shared Services. Having common business processes and 
common IT applications are important to justify the 
migration to a Shared Services model [26]. Several authors 
mention that standardization can be implemented by having 
common business processes and common IT applications 
[26]. Standardisation is important to justify the relocation 
and to ease the implementation of the Shared Services 
initiative [28, 30, 32]. A critical decision firms need to make 
is when and how to pursue standardisation [39]. 
5) Integration within silos first: Becker et al. [33] and 
Su et al. [39] describe how 'intense' collaboration and 
cooperation between functional areas is required for the 
establishment and success of Shared Services. Cost 
reductions can be mandated by creating Shared Services 
organizations across functional silos [6]. However, cross­
silo integration can raise a variety of issues as stated by 
Lacity and Fox [6] "Trying to coordinate the changes 
across functional silos would require agreeing on locations 
and addressing vastly different client needs, different types 
of work, and different types of capabilities" (p. 31). Lacity 
and Fox [6] also state that the "amount of change 
management required within each functional silo is 
enormous" (p. 31). Complexity is reduced by first 
incrementally addressing within-silo integration, then cross­
silo integration. 
6) Knowing 'what' is to be shared: According to 
Borman [1], there needs to be a "systematic approach to 
appraising what should be included in SSCs, and what 
should not" (p. 5). The scope of Shared Services can be 
'fluid' in nature; new activities periodically coming in, and 
some being passed back to the business as it' s discovered 
they couldn't be effectively decoupled. Hence, it' s 
important to take an end-to-end process perspective on the 
services [1] and identify processes for Shared Services by 
analyzing the costs, attributes, and readiness of process 
activities [6]. One should also be aware that not all activities 
can be shared [26]. 
7) Strong project management practices: In addition to 
managing the transition to the Shared Services model, 
project management is also required for the ongoing 
conduct of the Shared Services initiative. Shared Services 
require employees - at times specialists [26], and at other 
times generalists with multi-skilling capabilities [1]. These 
role variations and their implications have to be managed 
throughout the project. Lacity and Fox [6] emphasize the 
value in keeping 'transition managers' to project manage 
the initiative, until the new service model is fully stable. 
8) Top management support: According to Becker et 
al. [33] "management support and leadership are crucial 
success factors for the implementation of shared services ... " 
and "the role of such key actors has to be taken into account 
when examining the emergence of shared services" (p. 2). 
In support of the Shared Services initiative it is important 
that top management understand requirements, proposed 
changes, and proper structuring of the Shared Services 
initiative [3, 26]. The personal commitment of individual 
key actors is necessary to promote the initiative, in order to 
improve service delivery [33]. Ulbrich [3] specifically 
council "first, assure that management is committed to the 
suggested change project" (p. 20 1). 
9) Adopt a green-field approach: Borman [1] suggests 
the value in having a 'green-field approach' for Shared 
Services initiatives. That is, to start the Shared Services 
initiative from the beginning, arranging the staffing from 
scratch. This enables the change to transition more 
smoothly, with the revised roles, responsibilities and 
expectations clear from the start. 
B. Failure Factors of Shared Services 
5 failure factors were identified and this section discusses 
each of the failure factors identified in Table l. 
1) Mismanagement of potential staff retrenchment: In 
many instances, switching to a Shared Services model 
inadvertently involves layoffs and major workforce 
restructuring [26]; staff redundancies should be anticipated 
with the move to centralized Shared Services [30, 40]. 
While cost savings achieved by reduced staffing 
requirements can be seen as an advantage [1], 
mismanagement of potential staff retrenchment can lead to 
an unsuccessful Shared Services initiative. Lacity and Fox 
[6] specifically mention the "difficulty to retain the 
cooperation of employees targeted for redundancy" and the 
need to "fairly treat employees who would be made 
redundant" (p. 30). They also discussed the need to inform 
staff facing redundancy in advance, and fmd ways to ensure 
that staff who were leaving, were accountable in some way 
for the success of the migration. Su et al. [39] mentions the 
need to avoid unclear accountability, for remaining staff and 
groups. 
2) Poor acceptance of high upfront investment: 
Shared Services requires significant upfront investment [1, 
6] such as significant investment in facilities and web-based 
technologies [40]. The initial start-up costs should be 
considered by every organisation before deciding on a 
particular arrangement [29]. It is important for the business 
to realise that benefits and success take time, and will not be 
immediately forthcoming [1]. Lack of this understanding 
can make people perceive Shared Services as a failure. 
3) Inflexible staff arrangement: Managing change 
within and across organizations, in particular in relation to 
staff arrangements, is identified as a major obstacle with 
Shared Services [1, 28]. Getting union dispensation, the 
various employee frameworks that need to be abided by, 
and the tasks and role changes that are created with the 
transition to Shared Services are example reasons for this. 
As a result, Shared Services initiatives may experience 
intense resistance, lack of operational flexibility, and 
unbalanced power concentration [28, 39]. 
4) Lengthy implementations: Fonstad and S ubram ani 
[25] propose to create mechanisms for business unit leaders 
and corporate leaders to be better informed about 
investment trade-offs and the business value of specific 
Shared Services. Yee et al. [29] identify cases where 
incremental moves can be considered, and highlight the 
need for the arrangement to ultimately reduce costs in the 
long run without compromising efficiency and 
effectiveness. 
5) Not mandating use: Shared Services initiatives can 
be mandated to achieve desirable benefits or objectives [1]. 
Borman [1] states that by mandating Shared Services, an 
organization is able to conduct reforms efficiently and 
deliver improved value for money "you don't want to 
weaken your economies of scale . . . . .  if you start picking and 
choosing" (p.8). 
IV. CONCLUSION AND OUTLOOK 
Shared Services implementations often have stated goals 
of increased efficiency and effectiveness. Those goals are 
realized through consolidation, integration and 
standardization of processes. The potential to leverage ICT 
related benefits through Shared Services has been 
recognized, with IT related Shared Services solutions 
expected to increase in response to calls for efficiency, 
reduced costs, quality improvement and innovation [4]. 
While Shared Services are promoted in the commercial press 
as a powerful model for achieving these goals, the 
phenomenon has not attracted appropriate attention from 
academia. From an IS academic perspective, we have the 
responsibility to address practical developments and 
challenges by conducting rigorous and relevant research to 
establish a body of knowledge that informs practice and aids 
to expand this body of knowledge by identifying appropriate 
research directions. 
Critical to the success of Shared Services is an 
understanding of the end-to-end implications, from 
development of strategy through process redesign, technical 
enablement and operation, to measurement of savings [3, 6, 
26]. Some initiatives already under way, or about to begin, 
are giving cause for concern. The decision and process to 
implement Shared Services initiatives is in itself a daunting 
experience. After deploying Shared Services, issues may 
arise that can jeopardize its success and risk the overall 
initiatives or lead it to failure. One major reason of 
unsuccessful Shared Services implementations is the lack of 
understanding about what factors significantly impact the 
effectiveness of Shared Services initiatives. These are still 
not clearly defined, and have not gained sufficient 
consideration even though these factors can greatly impact 
performance of the Shared Services initiatives [1, 3, 6, 40]. 
This paper attempts to report on the success and failure 
factors of Shared Services, from an IS perspective. It 
consisted of a detailed review of IS literature from main IS 
outlets on this emerging topic. Within the context of the 
currently available academic IS literature, we identified 9 
success factors and 5 potential failure factors in relation to 
Shared Services. Understanding these factors is critical for 
the progression of the field in both academia and practice, 
for example; to understand what drives the success (or 
failure) of Shared Services initiatives, to form the foundation 
for deriving perfonnance measures related to Shared 
Services, to support the design and deployment of shared 
service structure and governance; hence providing a strong 
foundation for further research in Shared Services. All of 
these aspects are important to be aware of and managed. 
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